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Patient Demandsand the Service Quality of
- Multi-Disciplinarily Integrated Outpatient Clinics for Cancer

Su-Chen Wang', Albert Y. C. Hung?, Tsu-Ming Chen!'

Department of Health Care Administration, Chung-Hwa University of Medical Technology';
Graduate Institute of Health Care, Meiho University?

Abstract

Purposes
This study examined patient demands with respect to the service quality of multi-
disciplinarily integrated outpatient clinics for cancer.

Methods

The study adopted a cross-sectional design and sampled patients from a medical center
in Tainan. A two-week survey was conducted from July 20, 2015, in the multi-disciplinarily
integrated outpatient clinics for cancer through convenience sampling. Patients also
responded to a revised questionnaire regarding their satisfaction with cancer care services
originally provided by the Ministry of Health and Welfare in the hospital. A total of 184
patients responded to the survey.

Results

1. Patients were mostly satisfied with their doctors’ respectful attitude during
discussions; they were mostly unsatisfied with the wait time at the clinics before
examinations as well as the assistance from case managers. Up to 53.26% of patients never
visited the nutrition clinic, while 44.02% of patients never used the services at the cancer
resource center. 2. Patients with higher education level, white-collar jobs (or better), and
middle-class income (or higher) were more unsatisfied with the overall cancer care service;
patients who experienced longer wait times and did not know their case managers reacted
unpleasantly as well. 3. Patients were relatively unsure of the purpose served by case
managers, nutrition clinics, and the cancer resource center, and need assistance to understand
the functions served by these resources.

Conclusions
This study summarized the services patients are unsatisfied with and provided future
directions for improving service quality and providing patients with better cancer care.

Keywords : Cancer, Patient demand, Multi-disciplinarily integrated outpatient clinic,

Infegrated care, Service quality
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Patient Demandsand the Service Quality of
Multi-Disciplinarily Integrated Outpatient Clinics for Cancer

Su-Chen Wang', Albert Y. C. Hung?, Tsu-Ming Chen!

Department of Health Care Administration, Chung-Hwa University of Medical Technology';
Graduate Institute of Health Care, Meiho University?

Abstract

Purposes
This study examined patient demands with respect to the service quality of multi-
disciplinarily integrated outpatient clinics for cancer.

Methods

The study adopted a cross-sectional design and sampled patients from a medical center
in Tainan. A two-week survey was conducted from July 20, 2015, in the multi-disciplinarily
integrated outpatient clinics for cancer through convenience sampling. Patients also
responded to a revised questionnaire regarding their satisfaction with cancer care services
originally provided by the Ministry of Health and Welfare in the hospital. A total of 184
patients responded to the survey.

Results

1. Patients were mostly satisfied with their doctors’ respectful attitude during
discussions; they were mostly unsatisfied with the wait time at the clinics before
examinations as well as the assistance from case managers. Up to 53.26% of patients never
visited the nutrition clinic, while 44.02% of patients never used the services at the cancer
resource center. 2. Patients with higher education level, white-collar jobs (or better), and
middle-class income (or higher) were more unsatisfied with the overall cancer care service;
patients who experienced longer wait times and did not know their case managers reacted
unpleasantly as well. 3. Patients were relatively unsure of the purpose served by case
managers, nutrition clinics, and the cancer resource center, and need assistance to understand
the functions served by these resources.

Conclusions
This study summarized the services patients are unsatisfied with and provided future
directions for improving service quality and providing patients with better cancer care.

Keywords : Cancer, Patient demand, Multi-disciplinarily integrated outpatient clinic,

Integrated care, Service quality
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